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INTRODUCTION

THE PURPOSE OF THIS POLICY SUMMARY (FAQ)

The purpose of this Policy Summary (FAQ) is to serve as a
consumer handbook. It is intended to fulfill the promise in
the Rehabilitation Act that “Individuals who are applicants
...or eligible ...(be) active and full partners in the vocational
rehabilitation process, making meaningful and informed
choices--(i) during assessments for determining eligibility
and vocational rehabilitation needs; and (ii) in the selection
of employment outcomes..., the services needed..., the
entities providing such services, and the methods used to
secure such services.”

The only way that you, the consumer, can be an active partner and make informed
choices is to have the necessary tools. It is hoped that this Policy Summary(FAQ)
is one such tool. This handbook should help you to know what you need:

* When applying for Vocational Rehabilitation (VR);

* When developing an individualized plan for employment (IPE);

* When selecting services and participating in a program;

* When employed and planning to exit the VR program.

It is hoped that the Policy Summary (FAQ) will be a tool for both you and your
counselor. Itis also hoped that it can help to educate referral sources and
providers about the VR program.

WHAT THIS POLICY SUMMARY IS NOT

This Policy Summary (FAQ) only represents one tool for you to be an “active
participant, making informed choices”. For example, information not provided in
this Policy Summary includes:

* |nformation about of service providers;

* Information about services.
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RSA MANAGES SEVERAL PROGRAMS. HOW DO I KNOW WHETHER I
SHOULD APPLY FOR THE VOCATIONAL REHABILITATION OR THE
INDEPENDENT LIVING REHABILITATION SERVICES (ILRS) PROGRAM?

What distinguishes the two programs are not the services that they offer, or even
the approach to services, but rather the goal that you want to pursue.

Vocational Rehabilitation

If you want to want to become economically self-sufficient through work, the
Vocational Rehabilitation program is the right program for you, regardless of how
many services you need to achieve that goal.

Independent Living Rehabilitation Program

If you are not ready to think about meaningful and gainful work but want to

become more independent in some major life activity, for example:

X to live in a more independent setting by moving from a nursing home or from
the home of parents/relatives;

* to be more independent in getting around by using the bus, driving you car, or
even within your own home;

* to take care of your own personal self-care and self-management needs;

* to manage household tasks yourself;

* to learn to communicate without assistance;

the ILRS Program is the right program for you.

Can I receive services from both the Independent Living Rehabilitation Services (ILRS) and
Vocational Rehabilitation (VR) programs at the same time?

Nol!

A full range of services is provided in either program. Services available in either
program are provided to achieve a specific, pre-identified goal. The goal for the
VR program is employment. Any other goal which increases your level of
independence is an ILRS program goal.

Although you don’t need to be in both programs to receive any needed service,
you can, and should, progress from the ILRS program to the VR Program if you
decide that, after achieving your independent living goal, you can go to work.

How does a transfer from/to either Program work?

You may have started services through RSA’s ILRS program with a goal of living
more independently. After achieving that goal, you find out that you really could
go to work. You should at that point ask for a transfer to the Vocational
Rehabilitation program.
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In reverse, you may have started services through RSA’s VR program with a goal
of going to work. In the coarse of planning a program of services (or after having
received VR services) it may become clear to you that you cannot or should not
go to work. You should at that point ask for a transfer to the ILRS Program to help
you achieve a more limited goal of becoming more independent.

The job for RSA staff is to make such transfers “seamless”.

What is meant by a “seamless” transfer?

A “seamless” transfer means that the VR counselor (or ILRS counselor) does all of
the paperwork “behind the scene” and in a way that the transfer has minimal
impact on you and does not cause an interruption in your services.

For example, there is not really a way to transfer you from one program to the
other. A new application has to be recorded, a new eligibility statement written, a
new plan put in place while you continue with the existing plan and services.

Seamless transfer means that: since the agency already has all of your basic
information, the counselor should not have to bother you with a lot of this
paperwork. The counselor should try to do this paperwork early enough and
quickly enough that you don’t have an interruption of services while the switch is
being made.
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INTAKE

Policies,
Procedures,
And

General Information

(that consumers should know considering VR
and when applying for VR services)
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WHAT IS THE GOAL OF THE VOCATIONAL REHABILITATION PROGRAM?

The Vocational Rehabilitation program (VR) helps people with disabilities prepare
for, get, or keep meaningful jobs.

The Arizona VR Program uses this definition: “The goal of the VR program is to
help eligible individuals become as economically independent as possible and to
lessen or eliminate their need for government support programs and services
through meaningful and sustained work.”

In addition to helping people with disabilities get or keep a job, Vocational

Rehabilitation program staff, in partnership with the Governor’s State

Rehabilitation Council, also:

* Work with employers to create job opportunities for individuals with disabilities;

* Work with policy makers to get more resources and services for persons with
disabilities who want to go to work and stay employed,;

* Provide information and referral services (includes use of community
information and referral services);

* Act as a link to employment and training resources available through Arizona’s
One Stop service centers;

* Establish, improve, and expand community rehabilitation programs to better
serve you (individuals served by the VR program);

Local VR staff also provide consultation to staff of other programs who are
partners in the rehabilitation process (for example: to mental health clinic staff,
high schools, juvenile correction/probation staff, JOBS staff, disability
determination services, etc.).
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WILL THE VOCATIONAL REHABILITATION PROGRAM HELP ME?
“YeS”!

The Rehabilitation Services Administration, which administers the Vocational
Rehabilitation Program, promises you (and every other person with a disability
who contacts an RSA office) will always receive some assistance.

At a minimum, what services can I expect to get?
All individuals can expect to receive:

* Information about the programs and services offered by RSA. These include:
— The Vocational Rehabilitation (VR) program;
— The Comprehensive Services for Independent Living (CSIL) program;
— Specialized programs for individuals who are blind/visually impaired:
i) Sight Conservation services,
ii) Arizona Industries for the Blind (AIB),
iii) Business Enterprises Program (BEP),
iv) Rehabilitation Instructional Services (RIS).

* Information and referral about other programs which assist people with
disabilities, especially about the Centers for Independent Living (CIL);

X Information about the Client Assistance Program (CAP). This program has
people who can represent you or act as your advocate;

* Help with applying for RSA program services.

As an applicant for the VR Program, what assistance can I expect to get?

VR staff will help you:

* |n deciding if the Vocational Rehabilitation program is the right program for you;

* In developing an individualized plan for employment (IPE);

* In providing you the goods and services that you and your counselor have both
agreed on in the approved individualized plan for employment (IPE).
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WHAT MAKES A PERSON ELIGIBLE FOR THE VR PROGRAM?

NOTE: It is important to know that being eligible does not entitle you to any
specific service, or set of services. Being eligible does entitle you to a full
assessment of your needs and making plans for how you can go to work. The
specific services you are eligible to receive are decided during this planning
process.

Four elements:

The following four elements are all considered together to make an eligibility

decision:

* Do you have a physical or mental impairment that makes it hard for you to get
or keep a job? and

* Are you unemployed and do you want, or able, to go to work with help? or

* Are you employed, and could remain employed, but only by changing jobs or
protecting a job you currently have? and

* Do you need help from VR?

What do the words “work”, “job”, and “employment” mean in the VR
Program?

The RSA defines the goal of the Vocational Rehabilitation (VR) Program: “to help
eligible individuals become as economically independent as possible and to
lessen or eliminate their need for government support programs and services,
through meaningful and sustained work.”

Meaningful employment means (according to the federal law) “entering or
retaining full-time or, if appropriate, part-time competitive employment in the
integrated labor market to the greatest extent practicable; supported employment;
or any other type of employment that is consistent with an individual's strengths,
resources, priorities, concerns, abilities, capabilities, interests, and informed
choice”.

Can everyone apply and have eligibility for VR decided?

Anyone who has a disability, who believes that the impairments caused by the
disability make it hard to get or keep a job, and who needs VR assistance to work
can apply and request an eligibility decision from the VR program.

The only exception is that if a decision was made within the last twelve months
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that you did not have a qualifying disability, that you did not need VR services, or

that your disability was too severe or too unstable for you to benefit from VR
services and go to work, you will have to wait twelve months for a new decision.
This does not apply if there is an obvious reason to rethink that decision before
the twelve months are over.
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ARE THERE ANY SITUATIONS WHERE I MAY NOT BE ABLE TO START A
SERVICE PROGRAM EVEN IF I AM ELIGIBLE?

Yes! There are several situations when this could happen such as an Order of
Selection or the need for extended Employment Support Services (ESS).

What is an Order of Selection? How might it affect me?

* |If there are not enough resources to serve everyone, RSA is required to
prioritize which eligible clients receive services. RSA has a priority system in
place now. Your counselor will advise you regarding the priority category in
which you have been placed and whether or not you will receive services.

* The order of selection prioritizes individuals with the most significant disabilities
first, with significant disabilities second, and everyone else third. The counselor
determines your placement in one of these groups. This decision is based on:

— the number of maijor life areas impacted by your disability;
— the number and kind of services you require in order to be able to work;
— the length of time needed to complete the necessary services.

Availability of resources after VR services:

You may need extended supports (ESS), like a job coach, after you are
successfully working. Such supports cost money. VR program monies cannot be
used to pay for these ongoing supports. If you or your family cannot pay for them
and if there are no other ongoing sources of money to pay for them, the VR
counselor cannot start a VR program of services. Until resources are (or become)
available to support you in employment, there is no reason to begin a VR program
of services.

* Sometimes an eligible individual requires goods or services which do not exist
or are not available. Again, until resources which are essential for vocational
success are (or become) available, there is no reason to begin a VR program
of services.

Other reasons for not starting on an individualized plan for employment (IPE).
Other reasons for not immediately implementing a vocational plan could be:

* You need to take care of medical or other disability issues before a program of
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services can begin

* You need to complete high school or be in your final semester of high school
before you can receive services from the VR program

* Other life issues make it difficult to get going

* Ordinary delays such as staff turnover/vacancies, unavailable community
resources and administrative delays may occur
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CAN 1 WORK AND STILL RECEIVE VR SERVICES?
Yes!

How does being employed when applying for VR services affect eligibility?

The mere fact that you are employed does not automatically disqualify you from
services. Whether you are working or not, every applicant must meet the criteria
for being eligible for VR.

Ways in which a person who is employed may be eligible include:

* You are in danger of losing your job for a disability related reason and VR
services can make a difference;

* The job you currently have is clearly below your abilities (you are capable of
more), your disability is what has held you back, and you need VR services to
overcome the impairments caused by your disability;

* The job you have is clearly inappropriate for someone with your disability.

* Your disability is getting worse and you will have to prepare for other work.

How might being employed affect the services you receive?

Being employed when you apply for services (or getting a job after you have
applied) can make a difference with your program as follows:

* Wages increase family income. The amount of your income determines
whether you have “economic need”. Some services are not available if income
is above established “economic need” levels;

* You have to be available to receive the services necessary to accomplish your
goals. If your program involves going to school, your job should not interfere
with your ability to successfully complete your IPE services.

What happens if you get a job after becoming a VR client?

If you get a job after you apply for VR, you and the counselor need to decide
whether that job is the job you want - is the right job for you. Ifitis, you are not
necessarily disqualified from services - it might just change what services and
supports you need. A change in your individualized plan for employment may be
needed.
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Do I have to report employment?

It is very important that you tell the counselor what jobs you have when you start
the VR program and any changes in your job status while you are a client of the
VR Program.

The experience you get from your job can be very important for you to find out

what you can do and like to do. Instead of hiding the fact that you are working,
make it a part of the process.
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WHAT SERVICES ARE PROVIDED BY THE VR PROGRAM?

Different services are available to you in different phases of the VR process:

X Services that may be necessary during the application and eligibility process
include medical examinations, transportation to appointments, etc.

* During the planning of an individualized plan for employment (IPE), services
such as vocational evaluations, work experiences, assistive technology
assessments, transportation to get to appointments, etc. are available.

* Once you have selected a job goal there are a wide variety of services that
may help you obtain that job goal. Any IPE service that is provided for you
must help in moving you toward achieving your job goal. You will probably
have several discussions with your counselor before the two of you decide
which services will lead you to your job goal.

X After services are completed and you have found a job, VR can provide
services to make the job fit for you and to help you keep that job with some
follow-along (and limited services after VR closure). The VR counselor can
work with both you and the employer to evaluate the job and to make
necessary adaptations.

How does “informed choice” relate to the services I will receive?

“Informed choice” means that you are responsible for, and have control over, your
own rehabilitation. You must be a full and active partner in your own
rehabilitation. Being a partner means:

* Taking responsibility for learning about and understanding the goals of the VR
program, program requirements, options, and the variety of services that are
available to you to help you achieve your specific job goal.

* Discussing fully and openly the problems you face because of your disability.

* Agreeing on the nature of your relationship, being willing to discuss and
negotiate differences, and adhering to a Code of Conduct.

* Discussing the various options of goals, objectives, and services which will
best help you to achieve your job goal.

* Selecting the services or goods which are necessary to achieve your job goal,
and who will provide them within the policies and guidelines set for the
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Program.

What are some of the services that may be available to me?

Decisions about what services you receive will be very individualized. You will not
need all of the services that the VR program makes available. The ones you and
your counselor choose will be those that you need to overcome the barriers to
successful employment. The following are some of the most common services
that the VR program provides and a brief description of them.

Evaluation services: Evaluations are provided whenever you and the counselor
need them. They are often needed during the planning process to give you
more information about; your ability to be successful in school; your ability to
control your emotions and maintain your mental health; your medical needs;
your knowledge and skills; your job interests and aptitudes; and your need
for special equipment or technology to succeed in school and to get or keep
meaningful and gainful work.

This information is used by you and the counselor in planning your job goal
and the services or goods that you will need. These services may also be
used by you to determine your progress and your need to change your
program.

Counseling services: Counseling, at a minimum, involves a free and open
exchange of information between you and your counselor. Your counselor
may also act as a consultant or advisor to help you: to understand VR
policies, to help you understand how to deal with your disability in relation to
work issues, to select a job goal, and to select the right services and
providers.

You may need more counseling than your VR counselor can provide. The
VR counselor is allowed to buy extra counseling from counselors in your
community. If you are eligible for counseling from other agencies, the
counselor will refer you to them.

Medical/Psychological services: Medical or psychological services are
sometimes necessary to help restore function(s) that you have lost (or to
substitute for them) in order to make it possible for you to prepare for, get, or
keep a job.

Personal And Social Adjustment services: These services help you to learn
how to live with a disabling condition, to learn ways to do daily tasks to live
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independently or to work, and to learn how to use special equipment and
technology.

Skill Training or Educational services: There are times when achieving your
job goal is not possible with the skills or education that you have. You might
need more training to successfully build on your past work experience or you
might need training to change your occupation altogether because of your
disability.

Employment Based Training: Some people need training in an actual work
setting or in a place that is similar to a workplace. Supervisors or trainers
work with you directly to: learn how to always be on time, keep timesheets,
follow directions, meet deadlines and learn to handle the demands of a work
place.

Sometimes employment based training is to develop specific work skills or
as an introduction to a job.

Job Development & Placement services: VR staff, or community providers, can
work with you to prepare a resume, to practice interviewing skills, to teach
you where to look for a job, to teach you how to get an interview. If you
already have these skills, you may still need help in finding a job. You also
may need someone to develop a special job to match your specific needs.

Rehabilitation Technology goods or services: Special equipment or services
(such as special tools, special workstations, special methods of doing your
work, or specialized computer programs) may be necessary for you to
successfully complete a training program or to perform your job duties.

You may also need engineers to modify your work station or trainers to help
you learn how to use specialized equipment. Once you have a job offer, you
may also need to modify your vehicle to help you get to work.

Employment Related Goods. Sometimes you need work tools or equipment that
the employer does not provide in order to go to work. VR may be able to
help with these as well as with obtaining licenses, uniforms, or insurance.

Support Services: In order to help you to participate in planning or while
receiving services, you may need help with transportation and transportation
related costs, extra food/shelter costs while away from home, and other
services that you need.
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You may also need assistance with your personal care. The VR counselor
may help you in finding and paying for personal assistant if it is necessary.

Other services provided during planning and training include: interpreter

services for the deaf, reader services, note-taking services, foreign language
interpreting and child care services.
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WILL I HAVE THE SAME OPPORTUNITIES AS ALL OTHER CLIENTS OF
THE VR PROGRAM?

Yes and no!

The VR Program is challenged by law to provide equal opportunities to all eligible
clients to the extent that it can.

The VR Program does not control what is, or is not, available to you in your
community. Since your program of services relies to a large extent to what is
available in the community, there will be differences in the opportunities you have
depending on where you live.

When opportunities exist, you will have the same access to these opportunities
than other individuals. This does not mean that you will receive the same
services.

The plan of services is called an “Individualized Plan for Employment (IPE)”
because the VR program recognizes:

* That each consumer is different;
(Each consumer has unique problems, different financial resources available,
different goals, different support structures, different capacities, different
interests, etc. )

* That each VR counselor is different;
(Each counselor brings to the process his/her own creativity and resources.
Counselor’s have different backgrounds, different skills, etc.)

All counselors and all clients work from the same VR Policy Handbook. The blend
of skills, information, needs, resources, etc. that each individual counselor and you
(the individual client) bring to the process results in the “Individualized Plan for
Employment”. How well the relationship between the two of you works and how
good the information that both of you use makes all the difference.

The VR program is not an “entittement” program. This means that there are no
automatic decisions that apply to all consumers based on a set of rules. Instead,
the VR program is a “discretionary” program which means not only that States
have the discretion to operate a VR program but also that decisions that are made
are the results of the interaction and judgments of the people involved.
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Finally, services and goods are packaged in a lot of different ways. The

packaging, or the names on the packages, do not necessarily mean differences in

opportunities or benefits for you. It's the benefits that are provided which is
important. To the extent possible, the VR program wants the benefits and the
opportunities available to you to be the same — not necessarily the package.
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HOW DO I APPLY FOR VR SERVICES?

Any one who lives in the State of Arizona and feels he/she has a disability which
causes problems getting or keeping a good job can apply for Vocational
Rehabilitation Services.

You can apply for the Vocational Rehabilitation program by completing a Data
Collection and Application for the VR Program form, signing it, and submitting it to
an Agency representative.

What Information do I need to provide when I apply:

Along with an application, the agency collects the following personal information:

Name,

Social Security Number,

Address,

Telephone number (if available),

What your disability is,

— Any medical/psychological information that you can provide the counselor at
the time of application will be very helpful in making an eligibility decision.

Who told you about VR,

Current or recent employment information,

— If you have a work history you need to bring information about the types of
jobs you’ve had, sKkills required, job tiles, years of employment for each job

* Source(s) of income,

— If you, or your family, receive government benefits (such as: social security
disability, TANF payment, SSI, etc.) bring a copy of check receipts or award
letters which show the type of payments and the amounts you are receiving

* Other information needed will be your: sex, age, date of birth, marital status,
and highest grade/education.

¥* ¥ H *

* *

You must also be able to show documentation that tells the agency who you are

(a picture identification) and that you can legally work in the United States.

* This means that if you are a citizen, you need to bring positive identification
such as a driver’s license, voters registration, school or government issues ID
card and social security card, birth certificate, etc.

* If you are not a citizen, you need to bring information that documents your
status and your legal right to work in the United States such as a passport,
certificate of naturalization, INS employment authorization (etc.).
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What is the process for making an application for VR Program services?

If one of the following descriptions apply to you:

* you are still in High School,

X you receive mental health services through community mental health centers,

X you receive services from the Division of Developmental Disabilities, or

X you are involved in any other program which already has a referral
relationships with the Vocational Rehabilitation program,

you are encouraged to use the referral procedures established specifically for

these programs.

For example:

* High school students should be referred through the IEP team or school
counselor,

* Clients of the Division of Developmental Disabilities should apply through the
ISPP team or DDD case manager,

* Individuals with serious and chronic mental iliness (SMI) should apply through
the mental health case manager, etc.

Do you have any orientation programs for the VR program?

In order to help you decide whether or not to apply, it is recommended that you
participate in an orientation to VR. These are held in the local VR offices on a
regular weekly basis.

If attending one of these sessions is not possible for you, you can call the local
office to make other arrangements. It is important, though, that you have an
understanding of the program to help you make the decision whether to apply or
not.

How do I know what office to contact?

You can find information about the location of all the RSA offices, and how to
contact them, on the RSA Web page [http://www.de.state.az.us/rsa/].

If you do not have access to the Web and do not know who to call, you can call
the regional office closest to you. The staff will give you the phone number of the
office in your area:

Regions | (includes Maricopa County)
(602) 266-6752*
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http://www.de.state.az.us/rsa/

Region Il (includes Pima, Cochise, Graham, Greenlee and Santa Cruz Counties)
(520) 628-6810*

Region Il (includes Coconino, Apache, LaPaz, Mohave, Navajo and Yavapai

Counties)
(928) 779-4147*

Region IV (includes far east Valley, Gila, Pinal and Yuma Counties)
(602) 266-6752*

*Telephone and TTY)

Are there other ways to contact or refer yourself for VR services?

You can call RSA on 1-800-563-1221, or

You can refer yourself through the Internet. You can do this by going to RSA'’s
Web page [http://www.de.state.az.us/rsa/], downloading a referral form and mailing it
to the offices nearest you. You can also emailing it to RSA using the email
address on the Web.
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I AM A VR CLIENT FROM ANOTHER STATE, CAN I TRANSFER TO THE
ARIZONA VR PROGRAM?

No!

There are no agreements between States which make this possible. Instead of
transferring, you will need to make a new application for the Arizona VR program
and have eligibility established in Arizona.

Here are a few things you should know:

* If you plan to move permanently to Arizona and you will need services over an
extended period of time, applying for the Arizona VR program makes sense.

* If you are here as a student or visitor and are currently receiving services from
another State’s VR program you are advised to remain a client of your home
State’s VR program.

— The Arizona VR program cannot guarantee that it will make the same
kind of eligibility decision or support the same kinds and level of
service program provided through your home State’s VR program.

— The Arizona VR program will not do a joint plan with your home State’s
VR counselor. The Arizona VR counselor can provide help or
technical assistance to your home State’s counselor if that is
necessary.

* You cannot receive VR services from two States at the same time. You can
apply in Arizona while you are still a client in another State and close your case
in another State before Arizona VR services start. This helps you to make a
smooth transition.

NOTE: RSA has special relationships with VR projects operated by American
Indian tribes. Please check with your tribal counselor.
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HOW LONG DOES THE VR PROCESS TAKE?

There is no time line that fits all clients of the VR program. Since every person is
unique and no one’s needs and aspirations are the same, everyone’s progress
through the VR program is different.

What follows are some considerations:

* Completing the “Data Collection and Application for VR Program” fully and
accurately and bringing the necessary supporting information for your first
appointment will greatly speed up the process;

* Making sure that the VR counselor has your current phone number and
address will help your counselor keep in touch with you. Almost more
important is to make sure that the counselor has the name and telephone
number of someone who will always know how to get in contact with you;

* The counselor is required to make an eligibility decision within 60 days from the
time you apply. It could be a lot shorter than that if you provide good
information and you keep in touch;

* Planning your individualized plan for employment (IPE) is the most important
part of the process. The more you know about the VR program and its policies
the easier the process will be. You can help the process along by reading the
“Owner’s Guide to Work” that will be provided to you and doing any research
that the counselor asks you to do; The quicker you and the VR counselor can
agree on a realistic job goal, the faster the process will be;

* Take advantage of the opportunities to find out about your strengths and
shortcomings, the labor market and how you fit into that, and what your
opportunities are;

* Paying attention to, and following through on, what you are being asked to do is
very important;

* The VR counselor also has a responsibility to follow through on his/her
commitments. If commitments are not being met discuss your concerns with
the counselor right away. If things are still not working don’t hesitate to call the
supervisor and talk to him or her about your concerns;
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* The more open your relationship with your counselor is, the better is the
chance that the process will work for you;

* In all cases, take responsibility for staying in touch and making sure the VR

counselor knows how to reach you. If the counselor makes contact, please
respond. If you are no longer interested, tell your counselor, don’t just drop out.
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ARE THERE STANDARDS OF BEHAVIOR?
Yes!

You and your counselor can only be successful when the two of you trust each
other and have a “positive relationship” which is not “hostile or damaging”.

What are the standards for a “positive relationship”?

The standards for a positive relationship include, but are not limited to:
respect,

honesty,

fair dealing,

openness,

flexibility,

courtesy,

personal responsibility.
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What situations does RSA consider to be “hostile or damaging”?

The RSA considers a situation to be hostile or damaging when one or more of the

following occur:

language being used is abusive or involves cursing and swearing,

threats of harm are made,

the personal life/character of either party become the issue,

the ethics and motivation of either party become the issue,

confidentiality rules are not being followed, or

any other actions happen which seriously undermine or destroy a mutually
positive relationship.

¥* H ¥ H *

What rules does RSA have for dealing with hostile or damaging situations?

The following instructions are given to RSA staff for dealing with hostile or
damaging situations caused by a consumer.
X Stop the meeting and give two options, either:
- Re-direct or re-focus the meeting, or;
— Terminate the meeting altogether (If the improper behavior or the
offensive language does not stop);

* If the meeting is terminated, the consumer is given the option to:
— Schedule another meeting (on the condition that all parties can/will
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adhere to the standards for a mutually positive relationship)
— If not, participants can:

I. Meet with the supervisor;

ii. Be referred to CAP;

iii.  Be escorted out of the office.

* |f the individual has been asked to leave the office but refuses to do so, staff
will do whatever is necessary for their safety and for an orderly work
environment.

These actions by the counselor are not to cause embarrassment. Firm handling
will help to maintain the potential for a productive working relationship with the
individual in the future.

Program decisions affecting you will be placed “on-hold” until the immediate
matter is resolved and you, or your representative, has decided whether to re-
establish the working relationship or to take another course of action.

Decisions affecting you will never be based on retribution or punishment.
Program decisions be based on existing policies and made within existing
procedural guidelines. You need to know, however, that the ability to work
successfully within the rules set by the program is a condition for continued
eligibility.

Can I be required to sign a statement saying that I understand these rules and will abide by them as

a condition for continued services from RSA?

Yes! Staff are encouraged to review these rules with you. If there have been
problems and a reason for making such a request, you may be asked to sign a

statement about adhering to these rules as a condition for further involvement by

RSA

What can you, as a consumer, do if the rules of behavior are violated by your counselor?

As a consumer you also have a right to insist on respect from the counselor, to

request to speak to a supervisor to lodge a complaint about inappropriate behavior

by staff, and to ask for involvement by an advocate without negative
consequences for you.

If your counselor violates these rules of behavior you should immediately request
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to speak with your counselor’s supervisor. If this is not possible for some reason,

please call the consumer representative at 1-800-563-1221
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WHAT INFORMATION DO I HAVE TO MAKE AVAILABLE TO THE VR
COUNSELOR? WHO CAN SEE MY RECORDS? CAN I SEE MY OWN
RECORDS?

You will be given detailed instructions about what information RSA needs to
collect and how that information will be used from the VR counselor.

Under what circumstances is my personal information released to others?

The only reasons for sharing information about you are connected with your
vocational rehabilitation program. The information that is shared is only what is
required by law or what is necessary for the success of your VR program.

Information is given:

*

*

%

to individuals or agencies who are going to provide services to you. Only
necessary personal information is shared. Examples include:
—  Community rehabilitation program providers
—  Partner agencies (DDD, BHS, etc.)
— Individuals/organizations (such as doctors, psychologists, rehabilitation
technology specialists, vocational evaluators, etc.) involved in doing
evaluations.

to the Disability Determination Services Administration to determine your
disability status for the Social Security Administration

to other agencies and institutions (including school financial aid offices)
in order to find out if you are eligible for funding or services from them. The
counselor shares the information with the requirement that the agency or
institution does not share the information with anyone else

to organizations, agencies, or individuals doing audits, evaluations, or
research as part of administering the VR program, or as part of research that
would significantly improve the quality of life for you or for other applicants and
eligible individuals

to appropriate agencies, as required by Federal or State law or
regulations, in cases of child or elder abuse or neglect

to investigations in connection with law enforcement, fraud and abuse,

in response to an order issued by a judge, magistrate, or other

This material has been developed for use by consumers and others interested in the VR program. It is taken from, and 37

based on, information in the RSA Policy Handbook. Although this material is intended to accurately represent those
policies, the RSA Policy Handbook is to be used if there is any unintended difference or question of interpretation of
this material.




*

authorized judicial officer

to law enforcement to protect others if/when you pose a threat to the safety
of yourself and others

With a separate written consent from you, staff will release personal information in the following
situations:
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To researchers or reporters who wish to contact you;

To register you with DES Job Service;

To your representative who requests records or case file information;
To your lawyer;

To honor subpoenas or dispositions.

Do I have access to the information collected by RSA?

Except as provided below, all information in your case file will be made available
to you or your representative. Exceptions are as follows:

*

Medical, psychological or other information that the counselor believes will be
harmful to you will be shared with someone you choose.

The third party chosen by you can include: an advocate, a family member, or
a qualified medical or mental health professional. If a representative has been
appointed by a court to represent you, the information must be released to the
court appointed representative.

Personal information that has been obtained from another agency or
organization may be released only by, or under conditions established by, the
other organization or agency.

You do, however, have a right to know that RSA has this information and to be
told where you can go to request a copy.

There are some types of information which may never be released due to
prohibitions in the law such as: Social Security information, Child/Adult
Protective Services documents, and alcohol and drug abuse records.

You may request that the counselor amend the information if you believe that
information in your record of service is inaccurate or misleading. The
counselor has the choice to amend the information or not. In any case, your
request for the amendment must be recorded in the case file.
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What information must I make available?

You must be willing to provide the following types of information to authorized
RSA staff. Your eligibility for the Vocational Rehabilitation program and receipt of
IPE services depend on it. Information you need to provide includes:

*

%

Social Security number;

Other personally identifying information (address, race, age, sex, family status,
etc.);

Medical, psychological, or other information necessary to determine the
existence of a physical or mental impairment and the effects of this impairment
on independent living or employment;

A complete, thorough, and detailed work history, including the impact of
impairments on ability to perform work tasks;

Information necessary to determine your ability to work in the United States of
America and its territories;

Income information (such as: proof of AHCCCS, food stamp, WIC program,
SSI, TANF eligibility or your last federal income tax statement) if you want to
receive any services which require a prior economic need determination;

Information about your involvement in (or eligibility for) any programs that are
able to provide you services that you may need as part of a vocational
rehabilitation program;

Any other information (such as criminal history, outstanding school debts,
education grant history, revocation of licenses, etc.) which will impact
employment and planning for employment.
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HOW IS ELIGIBILITY DECIDED? AND WHAT CAN I EXPECT?

What is the actual process for deciding my eligibility?
The following steps are followed in deciding your eligibility:

* You provide the counselor with information from a qualified person (for
example: a licensed doctor, a certified psychologist, a licensed school
counselor, a substance abuse specialist) that shows that you have a disability
or you provide evidence of currently being eligible for SSI or SSDI. If you don’t
have that information, you will need to tell the counselor how to get such
information and to authorize him in writing to do so.

* The vocational rehabilitation counselor will ask you to provide additional

information on a “Data Collection..” form and discuss with you:

— What prevents you from working and why;

— How you think the VR program can help you to get, prepare for, or keep a
job;

— Whether you want and need any of the services that the VR program can
provide to help you prepare for or get/keep a job;

— Whether you have worked successfully in the past or not and if your current
disability would keep you from doing that work again.

X If existing information is not enough, the VR counselor will authorize additional
examinations, evaluations or tests. You will not be charged for these.

* |If the counselor believes that you cannot go to work, he will find work
experiences to give you a chance to prove whether you can or not. Ifitis
decided that work is really not possible or a reasonable option, the counselor
will complete an ineligibility certification and record the information in the case
file.

* The vocational rehabilitation counselor will explain to you why you are, or are
not, eligible. This explanation includes:

— The impact of your disability on your ability to work successfully (based on
available records, such as records from my school, doctors, a mental health
clinic, and on discussions with you);

— Your desire to go to work and why you believe VR assistance is necessary.
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NOTE: If you have been made eligible for Social Security because of a disability
(SSD, SSDIB, SSl), have proof of that, and you intend to go to work you are
automatically eligible for VR services unless your disability is so severe as to
make working impossible.

How long should it take to make an eligibility decision?

* Once you have provided an application for vocational rehabilitation services,
VR staff will tell you at least within 60 days whether or not you are eligible as
long as you provide the necessary information and make yourself available to
make a decision possible. If the necessary information is easily available, the
length of time to make the decision will be shorter than this.

* If a time extension is needed, VR staff will ask for an appointment with you.
The purpose for the meeting will be to discuss the reasons why VR is unable to
make an eligibility decision and to decide what needs to be done to get a
decision made.

— if you agree to an extension you will be asked to sign a "waiver".
— if you do not agree to the extension you may ask for a review of the reasons
to delay the decision by a supervisor or through an Administrative Review.

What does being determined eligible mean for you?
X If you are eligible:

— A decision will be made whether you fall into a priority category for receiving
services. Priority status is based on the number of disability related service
needs that you have (see: What is an Order of Selection?).

— If you are both eligible and in a priority category, you can begin planning a
program of services with your counselor.

You will be contacted by a counselor for an appointment. The purpose of

the appointment is:

i) to begin assessing your needs for going to work,

i)  to help you determine a job goal,

i)  to find out what services are necessary to achieve the job goal that
has been set, and

iv)  to develop an individualized plan for employment
(this plan will include: the services to be provided by the VR program,
the services to be made available from other sources, and the goods
and services you will be responsible for).

— You will automatically receive:

i) Counseling services,
i) Information about jobs and job opportunities; and
iii)  Help in obtaining a job.
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Eligibility for VR does not automatically qualify you for any other service. You
must qualify separately for any services that are not listed above.

What happens if I am determined not to be eligible?

* The counselor will tell you why you are not eligible and give you an opportunity
to discuss that decision with him/her.

* The counselor will provide you with the reasons in writing.

* You will be provided with information regarding you right to appeal this
decision. This request can be for a formal or informal review of the decision.
You have the right to have a representative with you. You will be helped to find
one if you don’t already have someone.

Can eligibility ever be taken away after I have been declared eligible?

Yes, a person who was determined eligible can later become ineligible. This
happens only when experiences show that an individual’s ability to benefit from
VR services and to go to work no longer exists.

If it becomes clear at anytime that you can no longer be reasonably expected to
achieve an employment outcome (after any available and applicable assistive
technology has been tried and/or used) the counselor will discuss the matter with
you. lItis hoped that both you and the counselor will agree when your VR case
should be closed and alternatives to be pursued.
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WHEN AND HOW IS MY VOCATIONAL REHABILITATION CASE CLOSED?

There are four reasons why your case may be closed?

Specifically, your case will be closed in several different circumstances:
* If you are determined not to be eligible
* |If you request that your case be closed
* If it becomes impossible to continue to work with you, because:
— We can't find you
— You don’t respond to attempts to contact you
— You are hospitalized, incarcerated, or otherwise not able to continue your
program
* |If you are successfully employed and no longer need VR services and:
— You have maintained suitable employment for at least 90 days
— You and your counselor have agreed to the closure of your case.

What happens if I am determined not to be eligible?

* The counselor will tell you why you are not eligible and give you an opportunity
to discuss that decision with him/her.

* The counselor will provide you with the reasons in writing.

* You will be provided with information regarding your right to appeal this
decision. This request can be for a formal or informal review of the decision.
You will be told about your right to have a representative with you and will be
helped to find one if you don’t have someone.
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PLANNING

Policies,
Procedures
and
General Information

(you should know when planning your Vocational Goal,
intermediate objectives, and types of services)
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WHAT DO THE WORDS “WORK?”, “JOB”, AND “EMPLOYMENT” MEAN IN
THE VR PROGRAM?

What is the goal of the VR Program?

The goal of the Vocational Rehabilitation (VR) Program: “to help eligible
individuals become as economically independent as possible and to lessen or
eliminate their need for government support programs and services, through
meaningful and sustained work.”

What is the definition of “meaningful work”?

Meaningful employment means (according to the federal law) “entering or
retaining full-time or, if appropriate, part-time competitive employment in the
integrated labor market to the greatest extent practicable; supported employment;
or any other type of employment that is consistent with an individual's strengths,
resources, priorities, concerns, abilities, capabilities, interests, and informed
choice”.

What does the definition of “meaningful work” mean for me?.

The federal definition means that we should not pursue a job that is inconsistent
with your disability or that everyone knows you won’t be any good at. The
definition also means that we should build to your strengths and help you to find a
job that you are interested in and that takes into account your abilities, capabilities,
concerns, and priorities. You and the counselor need to discuss what this means
for you in your individual circumstances.

What is the connection between “economic independence” and the work or career I choose?

You are eligible because your disability creates a handicap to employment which
can be overcome. The vocational rehabilitation program’s first option is to lessen
or eliminate that barrier to employment. If you already have employment
experience and skills (in jobs which meet the definition above) and the VR
program can lessen or eliminate the barriers that keep you from using those skills,
you are expected to go back to work using those skills and experiences. There is
not an option to choose some other kind of work unless the jobs you have had are
clearly not consistent with your abilities or disabilities.

How is “meaningful work” related to the goal of the VR Program

The goal of the Vocational program is to help people become as economically
independent as possible through work. The job or career you choose must
contribute to your “economic independence” and lessen or eliminate the need for
government supports. “Economic independence” means your ability to earn
enough money to take care of you and your family’s needs, including your own
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ongoing disability related needs. The vocational goal you choose must be to
achieve “economic independence” to the extent that is possible for you.
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HOW WILL VR INVOLVEMENT OR WAGES AFFECT BENEFITS?

My family receives TANF, are there any special rules I need to know about?
Yes!

Arizona has strict work rules for families receiving Transitional Assistance for
Needy Families (TANF). You need to know about these rules.

You, as a client of the VR program, may have benefits and services available to
you through the VR program which you cannot take advantage of without risking
the loss of TANF (or of being sanctioned). Although VR counselors are being
trained to be aware of the pitfalls you face, it is your responsibility to know the
“*JOBS” requirements and to make sure that your VR plan is consistent with
“‘JOBS” requirements.

Please know that you are not exempt from “welfare to work” JOBS requirements
just because you are disabled or a client of the VR program.

I receive SSI and/or SSDI/SSDIB, under what circumstances will I lose these benefits? How about
the impact of work on AHCCCS/ALTCCS benefits?

The rules are complicated. It is possible to work without losing medical benefits or
access to affordable health insurance.

* The Social Security Administration makes available a variety of work incentive
programs (e.g. IRWE and PASS plans, “trial work periods”) that lessen the
impact of wages on your cash benefits or on your medical benefits.

X The rules for AHCCCS and ALTCCS eligibility are also complicated. SSI and
AHCCCS benefits are directly linked to income levels.

It is important to discuss these issues with your counselor as well as with a
Benefits Counselor to whom your counselor will refer you. There are many details
and many answers to differing situations (e.g. “medical improvement expected”).
Don’t assume that you know the answers to your questions. Explore all issues in
detail with your local Benefits Counselor. You may discover that you can in fact
work without losing access to important benefits such as health care.

I received a “Ticket to Work” from Social Security Administration. What should I do.
You don’t have to do anything. If you decide to try to go to work, you can take
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your Ticket to the VR agency or to any Employment Network (EN) that is identified
in the packet of information you receive.

You and the VR Agency or EN will discuss your desire to go to work and what it
make take to make that possible. You make the decision who you want to work
with.

A signed agreement on an individualized plan for you to go to work means that
you are assigning your Ticket to that VR agency or that EN.

The VR Agency or EN can use that Ticket assignment to obtain reimbursement for
the costs of your rehabilitation from the federal government.

I receive Workman’s Compensation benefits, will involvement with VR impact them?
Yes!

Successfully going to work will impact workman’s compensation benefits which
are based on “unscheduled injuries” (described in A.R.S. 23-1045) and which are
affected by you being able to work. Some benefits are based on “scheduled
injuries” (listed in A.R.S. 23-1065) and will not be impacted. It is important for you
and your counselor to discuss your Workman’s Compensation status and how
your involvement with VR and going to work may be impacted.

You should also know that there is an agreement between the Industrial
Commission and the VR program which allows VR to use ICA funds to pay for
your rehabilitation. Work and disability information is shared between the two
agencies.

Are there other impacts of working and receiving wages that I should think about?
Yes!

Other areas that may be affected by receipt of wages include: housing, food
stamps and daycare services.
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CAN THE VR PROGRAM HELP ME TO BECOME SELF EMPLOYED?
Maybe!

Self employment is a big step and is not for everyone. |If this appears to be a
possibility, the VR counselor is required to:

*

*

*

Thoroughly investigate this idea with you,
Involve others who are able to help you evaluate your chances for success,

Provide you with assessments, and training if necessary, in the type of work
you plan to pursue

Provide you with training on how to be self-employed and what the
requirements and responsibilities of being self-employed are,

Work with you to develop very specific plans on how use your skills and
abilities in a self-employment setting,

Direct you to those who can help you to apply for loans and grants,

Write an Individualized Plan for Employment that lists what VR will provide to
help prepare you for work and the development of a business plan (the IPE

may also list the types of services that may be available through VR to support

a viable self employment business plan if such is developed and approved),
and

Obtain review and a